
COMMONWEALTH OF PENNSYLVANIA 
PENNSYLVANIA PUBLIC UTILITY COMMISSION 

PUC - IN REPLY PLEASE 
,YIIIcYll,m CoUIsI~m" P.O. BOX 3265, HARRISBURG, PA 17105-3265 REFERTOOURFILE 

June 28,2007 

M-00900239 
I ,  

I .  MARLENE H DORTCH 
OFFICE OF THE SECRETARY , .  

0, I: 
. ,  

FEDERAL COMMUNICATIONS COMMISSION 7097 
445 12TH STREET SW 4 

ROOM TW-B204 
WASHINGTON DC 20554 

DA 07-2762 
CG Docket 03-123 

Re: Submission of 2007 Annual Log Summary of TRS Consumer Complaints 

Dear Ms. Dortch, 

In accordance with DA 07-2762, released June 22,2007, at CG Docket 03-123, 
enclosed please find an original and four (4) copies of the annual consumer complaint log 
summaries for the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month 
period ending May 31,2007. Also, please find a copy of the complaint log summaries on the 
enclosed 3.5 inch diskette. AT&T and Captel, Inc., are the providers for Pennsylvania TRS and 
captioned telephone voice-carry-over relay service respectively; they have maintained the 
consumer complaints and have prepared the enclosed complaint log summaries. 

If you have any questions or need additional information, please contact Eric Van 
Jeschke at (717) 783-3850 or eieschke~,state.oa.us. 

cc: Elaine McDonald, FUS 
Kathleen Aunkst, Secretary's Bureau 
Eric Van Jeschke, PUC FUS (paper copy only) 
Louise Fink Smith, PUC LAW (paper copy only) 
Arlene Alexander, (e-mail copy only) 

Enclosures 



AT&T RELAY SERVICES 
PENNSYLVANIA 

2007 ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1,2006 through May 31,2007 

AT&T RELAY SERVICES 
PENNSYLVANIA 

ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June I, 2006 through May 31,2007 
Complaint Summary by Category 
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PENNSYLVANIA RELAY SERVICE 
ANNUAL CONSUMER COMPLAINTS SUMMARY 

JUNE 2006 - MAY 2007 

June 2006 - Nothing to report 

July 2006 -Nothing to report 

August 2006 

Voice August 20,2006 
The customer complained he/she had to wait to reach an operator when using relay. 
Category: AnswedWait Time 
Escalation: Received by the Pennsylvania Relay Center and handled by the National 
Customer Care Center. 
Resolution: Apologized for the inconvenience and assured the customer it would be 
reported to our Customer Service Department. 
Contact Closed: August 31,2006 
FCC: Answer Performance 

September 2006 -Nothing to report 

October 2006 -Nothing to report 

November 2006 -Nothing to report 

December 2006 -Nothing to report 

January 2007 

TTY January 2,2007 
The customer complained about the CA for hisher typing skills. 
Category: Typing SkilUSpeed 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: January 2,2007 
FCC: Typing Issue 

TTY January 19,2007 
The customer complained he/she had to wait for hisher call to be answered. 
Category: AnsweriWait Time 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized to the customer for hisher inconvenience. 
Contact Closed: January 19,2007 
FCC: Answer Performance 

Februarv 2007 -Nothing to report 

PAFCC0606-0507 
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I CapTel Complaints DOCt672538 

I 

2554'#t1t812007 920:OO AM PA NA DisconnecVReconnect Sent CY~tOmer  informalion explaining the 
during calls dmerence between a CapTel phone and a 

traditional phone. Explainad to CULtOmer Why 
di.cOnneniorJTeCOnneciion might be occurdng 
and rent email with tips to reduce their 
0CCurrence. 

29706 212812007 85500 PM PA NA DiBcOnnecVRecDnned Sent customer information explaining the 
dudng calls difference between a CapTel phone and a 

lraditionai phone. Explained to customerwhy 
di8c0nnectiolll~econneclion might be O C N T ~ W  
on their second phone line and renl email with 
tips lo reduce lheir occurrence. 

29887 31212007 t : lOWPM PA NA Billing - General Discussed billing and took appmpdate aclion. 

1119l2007 

31212007 

31512007 

2554'#t1t812007 920:OO AM PA NA DisconnecVReconnect Sent CY~tOmer  informalion explaining the 
during calls dmerence between a CapTel phone and a 

traditional phone. Explainad to CULtOmer Why 
di.cOnneniorJTeCOnneciion might be occurdng 
and rent email with tips to reduce their 
0CCurrence. 

29706 212812007 85500 PM PA NA DiBcOnnecVRecDnned Sent customer information explaining the 
dudng calls difference between a CapTel phone and a 

lraditionai phone. Explained to customerwhy 
di8c0nnectiolll~econneclion might be O C N T ~ W  
on their second phone line and renl email with 
tips lo reduce lheir occurrence. 

29887 31212007 t : lOWPM PA NA Billing - General Discussed billing and took appmpdate aclion. 

1119l2007 MMo 

31212007 DF 

31512007 RNW 

~~ 

PA Public Utility Commission Confidential 

34537 

35201 

DOC # 672838 

dudng Calls CapTel phone and a traditional phone. 
Explained Io customer why 
di2c~nn8clio~~~cOnnedion might be ocwmhg 
and recommended thatthe phone lines be 
checked. 

dflerence b e m e n  a CapTel phone and a 
traditional phons. Explained u) cusbmer Why 
discOnnechOlllrecOnnedion might be ~ccuning  
and sent email with tips lo reducn their 

412312007 lOt5:OOAM PA NA DiJcOnneNReconned Sen1 cuslomer information explaining Ule 412312007 TM 
d u m  calls 

OCCYrrenCe. 

4/26/2007 8:40:00AM PA NA DiscOnnecVRecOnnect Sent WStOmer information explaining the 412512007 MMo 
duflng cans dinerence between a CBPTei phone and a 

@adition81 phone. Explained to customer why 
di.cOnnecliOnlRcOnnB~" might be occurring 
and sen1 email wim tips to reduce lheir 
OCCYrrenCe. 


